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PROCEDURE: 
Innovations will provide written notice 15 days before making changes in a consumer’s program or 
services through the Innovations Notifications of Actions to be Taken form.  A dispute may be filed if the 
consumer or guardian disagrees with any of the following decisions made by Innovations: 
 

1) That the consumer is not eligible for services or supports 
2) That the consumer is no longer eligible for services or supports 
3) That services or supports are going to end 
4) That services written in the Individualized Plan (IP) are going to be changed, reduced or denied 

 
These Dispute Resolution procedures will be provided in writing to the consumer/ guardian/ authorized 
representative annually at the consumer’s Individualized Plan (IP) meeting. 
 
The use of the dispute resolution procedure shall not prejudice the future provision of appropriate 
services or supports to the individual in need of and/or receiving services.  An individual shall not be 
coerced, intimidated, threatened or retaliated against because that individual has exercised his or her 
right to file a complaint or has participated in the dispute resolution process.  Innovations will not 
terminate services to an individual during an appeal. 
 
How to file a dispute 
 

1) The consumer, guardian or authorized representative should tell the Program Manager that 
there is a disagreement with an Innovations decision in one of the four categories noted above. 

2) The notification can occur either verbally, face-to-face, over the phone, by email or in writing. 
3) If everyone agrees, an informal meeting will be scheduled within 15 days of receiving the 

dispute to try to resolve the issue with the Innovations Director.  Or, if both parties agree, 
mediation can be used to try to solve the issue.   

4) If the problem is not taken care of at the informal meeting or in mediation, or if the consumer, 
guardian, authorized representative or Innovations do not wish to use the informal process, any 
party may request that the formal dispute resolution process be started. 

 
The formal dispute resolution process 
 

1) Innovations will schedule a meeting within 10 business days of asking for the formal dispute 
resolution process.  

2) The Innovations Director will appoint an individual to listen to the dispute.  This person is 
considered an impartial decision maker, which means someone who listens to everyone, cannot 
take sides with anyone and has not been directly involved with the specific decision at issue.    
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3) The meeting is to give everyone time to tell what they think is the right answer to the problem; 
this is called presenting information and evidence. 

4) The consumer, guardian, counsel, or authorized representative is allowed to speak at this 
meeting.  This should include what the decision is and why the consumer, guardian or 
authorized representative disagree with the decision.  The person speaking for Innovations will 
also talk about the decision that was made and what Innovations believes is the right answer to 
the problem.  Everyone will be allowed to ask questions and answer questions asked by others.   

5) The meeting may be recorded by audio or video, or there may be someone there who will take 
notes about the meeting. 

 
Final Steps 
 

1) Within 15 days after the meeting, all parties will receive a written decision in the mail from the 
impartial decision maker.   

2) If any party does not like the decision, the Executive Director of the Colorado Department of 
Health Care Policy and Financing (HCPF) can be asked to review the decision.  This request must 
be made within 15 working days from the date postmarked on the letter of the written decision.  
Innovations shall be afforded the opportunity likewise to respond within 15 working days.  

3) The Executive Director of HCPF, or someone appointed by the Executive Director (called a 
designee), will be told about the problem and what has been done about the problem so far.  
The Director, or designee, can ask for more information or another meeting to help make a final 
decision about the issue.  The Executive Director or designee may request oral argument or a 
hearing if deemed necessary by the Executive Director or designee to render a decision. 

4) The Executive Director or designee will make a final decision based on all of the information 
within 10 working days of receiving all relevant information.  This decision is final. 

5) The consumer’s services and supports will not stop during the dispute resolution process unless 
the Executive Director decides that it is an emergency situation.  An emergency situation is one 
that could result in harm to the consumer or someone else. 


